
If we can’t 
find you, 
we can’t 

help you. 

For more information 
For more information on this issue and how to 
protect yourself, your family and others, visit: 

Metropolitan 911 Board  
http://www.metro911board-mn.org/pbx.asp 

Association of Public-Safety Communica-
tions Officials 
http://www.apco911.org/about/pbx/index.html 

National Emergency Number Association 
http://www.nena9-1-1.org/9-1-1TechStandards/
state.htm 

Minnesota Department of Public Safety 
http://www.911.state.mn.us/PDF/911_PBX%
20law.pdf  
American Heart Association 
http://www.americanheart.org 

For additional copies of this brochure and to 
order phone stickers and other PBX educa-
tional materials, call the American Heart Asso-
ciation at 952-835-3300 or 800-331-6889. 
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Why Did We Need a 
New Law? 

In an emergency, dialing 911 is usually the most effective 
way to summon help. That’s because 911 is more than 
just an easy to remember number. When you dial 911, 
the system is designed to automatically connect your call 
to the right public safety agency serving your location, 
and provide the 911 call taker with a display of your tele-
phone number and your address location.  Help can be 
dispatched to your location even if you cannot speak. 

But some telephones located at workplaces, schools or 
temporary residences won’t 
work well with the 911 location 
system. These telephones are 
connected to multi-line tele-
phone systems (MLTS) or Pri-
vate Branch Exchange (PBX) 
systems. MLTS or PBX phones 
may not be located precisely by 
the 911 system. 

PBX systems are commonly found in most government 
complexes, businesses, hotels, schools, college cam-
puses, and hospitals. PBX systems are even now being 
used in some apartment buildings and other multi-unit, 
residential complexes. 

This problem has resulted in delays in emergency re-
sponse that have real life consequences in Minnesota. 

If you have to call 911 from an office building that uses 
PBX telephones, for example, the call could be routed to 
the wrong jurisdiction, a wrong or misleading telephone 
number could be sent to the 911 system, and a wrong 
location could be sent. Response could be delayed if you 
don’t know your location, and a delayed response could 
jeopardize your life and property. 



F I N D I N G  A  S O L U T I O N  
Three years ago the 911 community, including the 
Minnesota chapter of the National Emergency Num-
ber association (NENA), the Minnesota Chapter of the 
Association of Public Safety Communications Officials 
(APCO), the Metropolitan 9-1-1 Board, and the Ameri-
can Heart Association began working on a solution 
and a campaign to educate business owners and oth-
ers about the challenges that PBX systems pose to 
Public Safety Answering Points (PSAP). That effort 
has culminated in the passage of a law that will begin 
to remedy the problem. 
Governor Tim Pawlenty signed the PBX bill on May 
29, 2004. 

W H A T  I S  T H E  N E W  L A W ?  
The law regulates the owners and operators of PBX 
systems that are used in private businesses, hotels, 
residential units, and educational institutions, includ-
ing schools and colleges. It has different requirements 
and effective dates depending upon the user. Legal 
interpretation of the new law specific to any installa-
tion should be obtained from legal counsel. The fol-
lowing is a general overview of the new law: 

E F F E C T I V E  I M M E D I A T E L Y  
User Education 
Each PBX operator must demonstrate or otherwise 
inform each new telephone system user how to call 
for emergency assistance from that particular multi-
line telephone system. The provision will begin to as-
sure that every Minnesotan who goes to work or 
school will receive the information that they need to 
know how to dial 911 from their location. 

 
 

Effective January 1, 2005 
Existing Shared Residential PBX 
Operators of shared PBX systems, whenever pur-
chased and installed, serving residential customers 
must ensure that the shared PBX system is connected 
to the public switched network and that 911 calls from 
the system result in at least one distinctive automatic 
number identification and automatic location identifica-
tion for each residential unit. 

New Business PBX 
Every owner and operator of a new PBX system pur-
chased after December 31, 2004, must design and 
maintain the system to provide a call back number 
and emergency response location. This provision will 
begin to assure that businesses will provide adequate 
call back number and location information-when 9-1-1 
is dialed from the new PBX system. 

New Education Institution PBX 
Effective January 1, 2005, the operator of a new edu-
cation institution PBX system connected to the public 
switched network must ensure that calls to 911 from 
any telephone on the system result in one of the fol-
lowing: 
(1) automatic location identification for each respec-

tive emergency response location; 
(2) ability to direct emergency responders to the 911 

caller's location  through an alternative and ade-
quate means, such as the establishment of a 24-
hour private answering point; or 

(3) a connection to a switchboard operator, atten-
dant, or other designated on-site individual. 

New Hotel and Motel PBX 
Effective January 1, 2005, operators of hotel and mo-

tel multiline telephone systems must permit the dialing 
of 911 and shall ensure that 911 calls originating from 
hotel or motel multiline telephone systems allow the 911 
system to clearly identify the address and specific loca-
tion of the 911 caller. 

Exemptions 
Multi-line telephone systems with a single emergency 
response location are exempt from these requirements. 
A single emergency response location is defined in the 
law as a location to which a 911 emergency response 
team may be dispatched. The location must be specific 
enough to provide a reasonable opportunity for the 
emergency response team to locate a caller anywhere 
within it. For business PBX operators only one emer-
gency response location is required in the following cir-
cumstances: 
(1) an employer's workspace is less than 40,000 

square feet, located on a single floor and on a sin-
gle contiguous property; 

(2) an employer's workspace is less than 7,000 square 
feet, located on multiple floors and on a single con-
tiguous property; or 

(3) an employer's workspace is a single public en-
trance, single floor facility on a single contiguous 
property. 

Multi-line telephone system operators that employ alter-
native methods of enhanced 911 support are exempt 
from these provisions. 
A multi-line telephone system operator may apply for an 
exemption from the requirements in this section from 
the chief officer of each public safety answering point 
serving that jurisdiction. See http://www.911.state.mn.
us/PDF/911MNPublicSafetyAnsweringPoints.pdf  to 
determine PSAP contact information for specific areas 
of Minnesota. 

Dial 911 


